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* See the attached detailed Office action for a list of the certified copies not received. 



Attach ment(s) 

1) D Notice of References Cited (PTO-892) 4) □ Interview Summary (PTO-41 3) 

2) □ Notice of Draftsperson's Patent Drawing Review (PTO-948) Paper No(s)/Mail Date. . 

3) □ Information Disclosure Statement(s) (PTO/SB/08) 5 ) □ Notice of Informal Patent Application 

Paper No(s)/Mail Date . 6) □ Other: . 



PTOL-T26 d (Rev e 08-06r 



Office Action Summary 



Part of Paper No./Mail Date 20080428 



Application/Control Number: 10/672,472 Page 2 

Art Unit: 2626 

DETAILED ACTION 

1 . The text of those sections of Title 35, U.S. Code not included in this action can be found 
in a prior Office action. 

2. Claims 1, 5, 7-9, 11-12, 17-20, and 22 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Dewan (US Patent No. 7,043,008). 

Dewan discloses a system and method for selectively monitoring, recording, storing, and 
handling telephone conversations through the use of speech analysis. 

Regarding claim 1, Dewan discloses detecting voice activity on at least one of a receive 
and a transmit channel in a communication system; outputting voicing decision outputs based on 
the step of detecting; and generating a voice activity performance metric based on the voicing 
decision output (col. 2, line 41 continuing to col. 3, line 34). Dewan does not teach storing the 
voicing decision output in memory. However, storing the voicing decision outputs would allow 
the supervisor to track information of what type of voicing signal triggered the recording of the 
telephone conversations which would be used to monitor and evaluate the various agents of 
whom the calls have to be routed. Therefore, it would have been obvious to modify the system 
of Dewan to store voicing decision outputs to allow the supervisor to track information of what 
type of voicing signal triggered the recording of the telephone conversations which would be 
used to monitor and evaluate the various agents of whom the calls have to be routed. 

Regarding claim 5, Dewan discloses the performance metric facilitates detecting at least 
one of voice strain, stress, and excessive double talk (col. 2, line 41 continuing to col. 3, line 34). 

Regarding claim 7, Dewan discloses outputting the voice activity performance metric to a 
display (col. 2, line 41 continuing to col. 3, line 34). 
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Regarding claim 8, Dewan discloses the step of detecting is performed throughout an 
active call via the communication system (col. 2, line 41 continuing to col. 3, line 34). 

Regarding claim 9, Dewan discloses the step of detecting includes detecting voice 
activity on both the receive channel and the transmit channel in the communications system (col. 
2, line 41 continuing to col. 3, line 34). 

Regarding claim 11, Dewan discloses automatically routing calls based at least in part on 
the voice activity performance metric (col. 2, line 41 continuing to col. 3, line 34). 

Regarding claims 12, 17-20 and 22: claims 12, 17-20 and 22 are similar in scope and 
content to claims 1 , 5, 7-9 and 1 1 , and therefore arc rejected under similar rationale. 

Claims 2-4, 6, 10, 13-16, and 21 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Dewan in view of Maloney et al (US Patent No. 5,696,81 1). 

Regarding claims 2-4, 6, 10, 13-16, and 21 Dewan does not teach monitoring the 
conversations over a predetermined period of time or tracking the durations of the phone calls. 
Maloney discloses a method and system for automatically monitoring the performance quality of 
call center service representatives. Maloney discloses the system is available for monitoring for 
a specific time or range, tracking the number of extensions monitored, the number of channels 
monitored, the duration of the monitoring periods, time intervals of monitoring periods, and 
generates a report to the supervisor (col. 5, line 18 to col. 14, line 44). Maloney discloses the 
system assists in ensuring consistency and equity across call center agent performance 
evaluation. It would have been obvious to one of ordinary skill at the time of the invention to 
modify the system of Dewan to implement monitoring at predetermined time periods and 
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tracking duration and time interval information associated with call center agent phone calls, as 
suggested by Maloney, for the purpose of ensuring consistency and equity across call center 
agent performance evaluation. 

Response to Arguments 

3. Applicant's arguments with respect to claims 1-22 have been considered but are moot in 
view of the new ground(s) of rejection. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to ANGELA A. ARMSTRONG whose telephone number is 
(571)272-7598. The examiner can normally be reached on Monday-Thursday 1 1 :30-8:00 PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Patrick N. Edouard can be reached on 571-272-7603. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 



Application/Control Number: 10/672,472 Page 5 

Art Unit: 2626 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). If you would 
like assistance from a USPTO Customer Service Representative or access to the automated 
information system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 



/Angela A Armstrong/ 

Primary Examiner, Art Unit 2626 



